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1. EXECUTIVE SUMMARY

· Giraffe Consulting was commissioned by Scottish Enterprise Forth Valley (SEFV) at the end of January 2004 to evaluate the impact of the SEFV satellite broadband pilot project.
· The key objective of the project was to provide satellite broadband connectivity to businesses in rural Stirlingshire where conventional broadband services (such as ADSL or cable) are unavailable.

· 26 businesses participated in this project and, according to information available to us, 20 of the businesses had broadband connectivity via satellite at the time of the evaluation.

· As part of the evaluation, a survey was conducted and 22 out of the 26 participating businesses were interviewed either face-to-face or by telephone.

· 14 of the 22 companies surveyed are still with their original satellite broadband providers; three companies had switched to the satellite broadband service provided by Aramiska; and five companies of the 22 we interviewed are no longer using broadband.

· Very much in line with this, 15 of the 22 businesses interviewed were either satisfied or very satisfied with the project overall and 6 of the businesses were dissatisfied or very dissatisfied. One user was neither satisfied nor dissatisfied with the project overall.

· For those companies that were satisfied, the main benefits and impacts had come in terms of improved efficiency – speed of connection, time savings and the ability to respond to customers more quickly.

· Four businesses highlighted cost benefits from having satellite broadband connectivity and two businesses claimed to have increased sales. Overall 14 out of the 22 companies surveyed had found satellite broadband to be reasonable or good value for money.

· 15 out of the 19 businesses surveyed that have a satellite connection said they plan to continue with satellite broadband for the foreseeable future.

· 20 out of the 22 businesses interviewed said they would recommend satellite broadband to other rural businesses, while just two said they would not recommend it.

· With regard to the suppliers, 12 businesses said they were satisfied or very satisfied with the overall service provided, while 10 businesses were dissatisfied or very dissatisfied.

· Of the three main suppliers, Bridge Broadband received the most positive rating, with five out of seven users being satisfied or very satisfied with the level of service overall.

· In the case of BT, half of the 10 users that had chosen BT satellite broadband were satisfied or very satisfied and half dissatisfied or very dissatisfied.

· Only one out of the four Broadband Direct customers was very satisfied or satisfied with their supplier’s service overall, whereas three out of four were dissatisfied.

· Businesses located in the LEADER+ area were more dissatisfied than businesses not based in the LEADER+ area, though it appears that it was the companies’ technical lack of sophistication and choice of supplier rather than location that seems to account for this.

· We conclude that the project has been successful in providing broadband connectivity to businesses that would not have been able to access broadband by conventional means.

· We conclude that the project was successful in addressing market failure and that without the support of SEFV and LEADER+ around two-thirds of the businesses would not have taken up satellite broadband.

· We conclude that the project has enabled participating businesses to use the Internet more and do more e-business as a result of having access to broadband.

· We conclude that successful case studies have been generated through the project, which demonstrate realised benefits and best practice that can be models for other businesses.

· We conclude that the satellite services from Hughes (supplied by Bridge Broadband) and Aramiska appear to be the most reliable broadband systems.

· We conclude that more technically sophisticated users generally had a better experience than less sophisticated / knowledgeable users, because they were aware of the technical limitations of the technology and understood what to do technically to maximise the performance of the technology.

· We recommend that SEFV and LEADER+ should consider providing further financial support to subsidise the costs of installing satellite broadband for rural businesses that can not access conventional broadband technologies.

· We recommend that the e-business advisors should do more to explain the technical benefits of the different solutions on the market to companies considering satellite broadband, so that companies do not make inappropriate choices, based purely on costs.

· We recommend that potential users should have access to the summary findings of this report, as they relate to suppliers, to help them make a more informed choice.

· Finally, we recommend that the e-business advisors should maintain closer contact with businesses. We recommend that, after installation a meeting should be offered to help companies get the most out of their connectivity, and that there should be follow-up contact around three or six months after installation, to help resolve any technical issues.

1.
INTRODUCTION TO THIS REPORT
Background to this Report

Scottish Enterprise Forth Valley (SEFV) commissioned Giraffe Consulting to conduct this evaluation of the impact of the SEFV satellite broadband pilot project at the end of January 2004.

The research for the evaluation was conducted during February 2004 and the final report was presented to SEFV in March 2004.

Objectives of the Pilot Project

The key objective of the pilot project was to provide satellite broadband connectivity to remote businesses in rural Stirlingshire where conventional broadband services (such as ADSL or cable) are unavailable.

Subsidiary objectives of the project were:

· To generate case studies which demonstrate realised benefits and best practice that can be models for rural businesses;

· To evaluate the success of satellite technology in delivering a broadband service to businesses in rural Stirlingshire;

· To monitor the increased use of e-business by the businesses involved in the project.

The costs of installing satellite broadband were funded by contributions from Lomond & Rural Stirling LEADER+ and Scottish Enterprise Forth Valley and the ongoing monthly subscription costs have been met by the participating businesses. 

SEFV also offered non-financial assistance in the form of advice from SEFV’s e-business advisor on the satellite broadband options available to the businesses and what the businesses should be doing to maximise the benefit of having broadband connectivity.

Objectives of the Evaluation

An evaluation of this pilot project was a requirement to obtain public sector funding and support from LEADER+ and SEFV.

The key objectives of this evaluation were:

· To assess the effectiveness of the satellite broadband pilot project, the performance of the project against its original objectives and the impact the programme has had on participating individuals and businesses;

· To highlight the key learning points from the project.

The subsidiary objectives were:

· To evaluate the success of satellite technology in delivering a broadband service to rural Forth Valley businesses;

· To review the business benefits obtained by companies that participated in the project;

· To review supplier service, response and customer satisfaction levels;

· To review whether participating businesses consider satellite broadband has provided value for money;

· To review whether the businesses are using the Internet more and doing more e-business as a result of having access to broadband;

· To review the technology used and any issues found;

· To review whether case studies were generated that demonstrate realised benefits and best practice that can be models for rural businesses;

· To raise any unforeseen issues and benefits.

Evaluation Methodology

The methodology employed by Giraffe Consulting followed the approach outlined in our proposal to SEFV and included:

· A review of all relevant project documents;

· Interviews with participating businesses;

· Interviews with the suppliers, the SEFV e-business manager and the SEFV e-business advisor.

2. PROJECT DETAILS

Businesses Participating in the Pilot 

According to information supplied by SEFV, a total of 26 businesses participated in this satellite broadband pilot project. 15 of these businesses were situated in the LEADER+ area.

Split of Businesses by Supplier

At the outset, of the 26 businesses, exactly half decided to contract with BT for their satellite broadband connection; eight chose Bridge Broadband; four chose Broadband Direct; and one chose BiscIT. The following diagram shows this information graphically:


[image: image16.jpg]it

ff




By the time of the evaluation, 17 of the businesses were still receiving the satellite broadband service from their original suppliers, as shown below:
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Current Connectivity Position

In total, 20 out of the 26 businesses were receiving satellite broadband at the time of the evaluation. Three businesses (two previous users of Broadband Direct and one former user of BT) had switched to Aramiska.

Of the remaining businesses, one had gone onto ADSL, when the BT Exchange in their area had been enabled; two had gone back to ISDN; one business had relocated; and we are unsure of the connectivity position with regard to the two other businesses.
3.
SURVEY OF BUSINESSES – BUSINESS BENEFITS AND FUTURE USE OF SATELLITE BROADBAND
Survey Sample and Methodology

A total of 22 out of the 26 businesses that had participated in the satellite broadband pilot project were interviewed during the course of the company survey – 12 of these interviews were conducted face-to-face and 10 by telephone. A list of the businesses interviewed can be found in Appendix I of this report and selected comments from the businesses can be found in Appendix II.

Businesses Located in the LEADER+ Area

Overall, 15 out of the 26 businesses that participated in this project were located in the LEADER+ area and 13 out of these 15 were interviewed during the course of this evaluation.

Section 6 of this report shows a short separate analysis of our findings as they relate to companies located in the LEADER+ area.

Connectivity of Businesses Interviewed

14 of the 22 companies surveyed are still with their original satellite broadband providers; three companies had switched to the satellite broadband service provided by Aramiska; and five of the 22 businesses we interviewed are no longer using broadband.

The connectivity position of the five companies no longer with satellite broadband is that two went back to ISDN; two have gone onto ADDL, when their BT Exchange was enabled; and one of the businesses relocated and is now on ADSL at its new premises.

Participating in the Pilot

We asked the businesses how they had heard about the project and why they decided to participate. Unsurprisingly, 12 of the 22 businesses we interviewed had heard about the project through SEFV, either through a mailing, through a presentation on broadband, through the SE website or one of the e-business advisors.

Of the remainder, three said they had heard about the satellite broadband pilot project by word of mouth; two said one of the suppliers had informed them about it; and one had read about the project in the business section of the newspaper.

The main reason businesses gave for participating was that they wanted the improved speed that a broadband connection would give them. 14 out of the 22 businesses interviewed felt this would be the key benefit of having satellite broadband access.

Four of the businesses mentioned the need for improved connectivity because of increased dependence on the web. Three businesses said it was important to have an always-on connection, as they require a real time link to operate their businesses. Two businesses mentioned potential cost savings from accessing the broadband service, in comparison to using ISDN, and one business had decided to participate because of the financial support for installing a satellite broadband connection.

Business Satisfaction

Overall Satisfaction with the Project

The 22 businesses surveyed were asked to indicate whether they were satisfied or dissatisfied with the satellite broadband project overall.

15 of the participants were either satisfied or very satisfied (6 satisfied, 9 very satisfied) and 6 were dissatisfied or very dissatisfied (2 dissatisfied; 4 very dissatisfied.) One user was neither satisfied nor dissatisfied.
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Business Benefits

We asked each business to explain what business benefits they have derived from having the satellite broadband service.

The main benefit cited was improved efficiency. Five of the companies indicated that their speed of access had improved noticeably due to having broadband; five businesses pointed to time savings (for example, in downloading files and in the ability to do other work at the same time); and four businesses mentioned that it helped them to respond more quickly to their customers and has improved their customer service.

Most companies found it difficult to quantify the financial benefits, if any, that they had gained from participating, and only five companies reported that they had obtained financial benefits from having satellite broadband. Three of these businesses indicated that satellite broadband was economical and cost-effective in comparison to dial-up, and that they had made cost savings. One business reported substantial financial benefits and savings, possibly running into thousands of pounds, by having broadband access, and two businesses highlighted that their sales have increased.
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Another important benefit was improved communications. Seven of the businesses said that satellite broadband has improved communications with customers and suppliers or has improved internal company communications. Satellite broadband connectivity is also making it easier for the businesses to work with international partners, deal with international suppliers, service international customers and do international business.

Five of the 22 businesses interviewed said that their businesses are using the Internet more and doing more e-business as a result of having satellite broadband. Three of the companies said that they are now trading online – one taking bookings itself online; one linking with an online booking system; and the third taking credit card bookings. Another two companies said they are now able to update their own websites as a result of having a faster upload connection.
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Disadvantages

The main complaint of those customers who had been dissatisfied with satellite broadband was that the service was not as fast as they had expected or been led to believe. More seriously, one of the hotel businesses complained that the satellite connection had failed and that guests had arrived, thinking that they had booked, but all their details had been lost.

Value for Money

The 22 businesses surveyed were asked to give their opinion as to whether the project has given them value for money to date. 

14 of the participants were either satisfied or very satisfied (9 satisfied; 5 very satisfied) and 8 were dissatisfied or very dissatisfied (4 dissatisfied; 4 very dissatisfied.) 
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Market Failure

The businesses were asked whether they would have paid to obtain satellite broadband access without the financial support from LEADER+ and SEFV.

14 out of 22 businesses that answered this question indicated that they would not have paid for an individual satellite service.
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Two of the businesses mentioned that their business now relies on having quick and reliable connectivity and that broadband has become an essential business tool, which they cannot do without.

Continuing with Satellite Broadband

15 out of the 19 businesses surveyed which have a satellite connection (out of the 22 which originally started on the project) said they will continue with satellite broadband for the foreseeable future. 
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Recommending Satellite Broadband

Finally, we asked the companies whether they would recommend the system to other businesses in a similar position, without access to ADSL.

20 out of the 22 users said they would recommend satellite broadband to other businesses in a remote rural location and two said that they would not recommend satellite broadband to other rural businesses.


[image: image9.wmf]20

2

0

5

10

15

20

Would Recommend

Would Not

Recommend



4.
SURVEY OF BUSINESSES – USERS’ VIEWS OF THE SUPPLIERS
Introduction to This Section

This section of the report looks at users’ views of the suppliers. The 22 businesses surveyed were asked to rate their suppliers in terms of:

· Overall satisfaction with their supplier

· Satisfaction with the installation

· Satisfaction with the continuity of connection / level of outages

· Satisfaction with the speed of connection

· Satisfaction with their supplier’s customer service and response to technical problems

Overall Satisfaction with the Suppliers

The businesses were asked to give their overall views on the suppliers. 12 out of 22 respondents were satisfied or very satisfied (4 satisfied, 8 very satisfied) and 10 businesses were either dissatisfied or very dissatisfied with the service from the suppliers (3 dissatisfied, 6 very dissatisfied and 1 between dissatisfied / very dissatisfied). 
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We then analysed the performance of each of the three main suppliers separately:

Broadband Direct

Of the four initial users of Broadband Direct, just one was very satisfied with the company overall as a supplier and three of the users were either dissatisfied or very dissatisfied. Two of these businesses have switched suppliers and are now using Aramiska’s satellite broadband service.

Undoubtedly the best aspect of Broadband Direct’s service was the installation, when each of the four users was either satisfied or very satisfied with the installation. 

The worst aspect of Broadband Direct’s service was customer service and response to technical problems, with just one customer being very satisfied with Broadband Direct’s customer service and three customers being dissatisfied or very dissatisfied.

Bridge Broadband

Seven of the businesses we surveyed had chosen Bridge Broadband as their supplier initially. Of these, five out of seven were either satisfied or very satisfied with the service provided overall and two of the seven were either dissatisfied or very dissatisfied with Bridge Broadband overall.

One of the businesses we spoke to has removed its Bridge Broadband satellite service and gone back to using ISDN. The other six businesses are still using Bridge Broadband.

Bridge Broadband scored very well on installation, continuity of service and the speed of connection, with six out of seven customers being either satisfied or very satisfied with the service on each of these criteria.

Five out of the seven initial users said they found Bridge Broadband’s customer service and response to technical problems either satisfactory or very satisfactory. One of the very satisfied customers described Bridge Broadband as having “one of the best helpdesks I have ever come across.”

BT Satellite Broadband

Ten of the businesses we interviewed had chosen BT as their supplier initially. Of these ten businesses, five were either satisfied or very satisfied with BT as their satellite broadband provider and five were either dissatisfied or very dissatisfied.

Three of the businesses are now no longer using BT’s satellite broadband service. One of the businesses is still using satellite broadband and has switched to Aramiska as its supplier. Another of the businesses has gone back to using ISDN. The third business has relocated to a more urban location and is now on ADSL.

The best aspect of BT’s broadband service, according to the companies, was the continuity of service and low level of outages. Seven out of ten BT customers were satisfied with this aspect of BT’s satellite broadband service.

However, six out of ten customers were dissatisfied or very dissatisfied with the speed of connection and five out of ten customers were dissatisfied or very dissatisfied with BT’s customer service and response to technical problems.
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Learning Points for All the Suppliers

We asked the businesses what more the suppliers could have done to maximise the benefit to their businesses of their satellite broadband connection. The following findings are relevant to all of the suppliers:

· The businesses felt that the suppliers promised too much and the service did not live up to their expectations, especially with regard to the speed of connection. They felt there is a need for providers to be more honest about the capabilities of their systems at the outset.

· The businesses said it would have been useful if an instruction manual had been supplied at the time when the dishes were installed.
· The businesses said they would find it useful if they were notified when any outages are likely to occur. Although there was some evidence that the suppliers are informing the businesses, this is not always the case.

· Finally, the users generally felt that customer service and technical response in normal office hours is reasonably good, but that the out of hours technical support is poor. Again, perhaps this is something for the suppliers to look at.

Learning Points for BT

With regard to BT’s service, several of the users said that their initial experience was very poor, but most indicated that latterly BT’s service has improved.

· A number of the businesses said they had considerable problems contacting BT Openworld Customer Services and that BT did not have a proper support structure in place at the beginning of the project.

· Also, a couple of businesses wondered whether the BT product was really commercially ready when it was being trialled. New hardware appeared to have dramatically improved the speed of connection for a couple of the businesses.

5.
SURVEY OF BUSINESSES – USERS’ VIEWS OF SEFV
Introduction to This Section

This section of the report looks at users’ views of SEFV. The 22 businesses surveyed were asked to consider:

· The usefulness of the support provided by SEFV and the e-business advisor

· Whether SEFV may have been able to do more to help the companies obtain more advantage from their broadband connection

· What further advice and information would help take their plans forward

Support from the e-Business Advisor

The 22 businesses surveyed were asked to give their satisfaction rating in relation to the support from the e-business advisor. 

15 out of the 17 respondents who were able to comment were either satisfied or very satisfied with the support received, while just one was dissatisfied and another was neither satisfied nor dissatisfied. Five of the businesses felt unable to comment, because either things had gone smoothly with the project or the interviewee may not have personally dealt with the advisor.
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Learning Points for SEFV

We asked the businesses what more SEFV could have done for the businesses during the course of the project. The following are the key learning points to emerge from the survey:

· Seven of the 22 businesses mentioned that there should have been more contact from SEFV after the installation. While some had not needed any further support after installation, as things had gone fairly smoothly, other businesses felt SEFV and the e-business advisor should have maintained contact and been more pro-active.

· Two of the businesses said they believed it would have been useful if the e-business advisor could have audited the suppliers’ abilities and given the businesses more help in making the choice of provider.

· One of the businesses felt the e-business advisor might have portrayed the capabilities of the system too optimistically at the outset.

Future Input Required from SEFV

Most of the businesses are aware of the e-business team at SEFV and said they would get in touch when they need future assistance.

Five of the businesses we spoke to during the company survey had specific e-business queries or issues that they wanted to discuss. These issues included:

· Two companies said they may require advice on upgrading their websites;

· One business said it was looking for information about hosting its own website;

· One business wanted some information on wireless satellite broadband;

· One business said it wanted more information on ADSL services, advice on phone systems and setting up a VPN.

Details of all these enquiries were passed to the SEFV e-business manager by the evaluation consultants.
6.
SURVEY RESULTS -- ANALYSIS OF LEADER+ FINDINGS

Introduction to This Section of the Report

This section of the report briefly examines the findings of the survey with regard to businesses located in the Lomond & Rural Stirling LEADER+ area.

Businesses Located in the LEADER+ Area

Overall, 15 out of the 26 businesses, which participated in this project, were located in the LEADER+ area and 13 out of these 15 were interviewed during the course of this evaluation.

Business Satisfaction 

7 of the 13 companies interviewed who were based in the LEADER+ area were either satisfied or very satisfied with the project overall and 5 were dissatisfied. The other business was neither satisfied nor dissatisfied,

By contrast, 8 of the 9 companies not based in the LEADER+ area were either satisfied or very satisfied with the project overall and just one was dissatisfied.
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Examining this in more detail, we found that of the 13 businesses based in the LEADER+ that we spoke to, three had switched to Aramiska and two had gone back to using ISDN.

From our discussions, we found that companies in the LEADER+ area seemed, on the whole, to be less technically sophisticated than the businesses not in the LEADER+ area. In at least a couple of interviews, the businesses indicated that they did not really understand the technical features and benefits offered by the providers and had picked the lowest cost provider (which was BT – chosen initially by 7 out of 14 of the LEADER+ businesses).

We believe lack of understanding of the true capabilities of the system, coupled with optimistic claims from the suppliers and optimistic expectations on behalf of the users, led to the relatively high level of dissatisfaction amongst the LEADER+ area companies. We do not believe their remote location had a significantly detrimental effect on the service they received. 

Broadband Connectivity

All 11 of the businesses that we spoke to that still have satellite broadband and are located in the LEADER+ area plan to continue with satellite for broadband connectivity.

By contrast, four out of eight businesses that still have satellite broadband and are located outwith the LEADER+ plan to continue with the satellite broadband service, while the other four said they would probably not continue to use satellite for broadband connectivity.

Our conclusion from this is that having access to broadband is important for all companies. Some businesses are still excluded from conventional broadband access, because of their distance from the BT Exchange and, in this case, satellite broadband may be the only way in which businesses may obtain broadband connectivity. This currently applies to all of the companies in the LEADER+ area.

7.
CONCLUSIONS
Performance Against Project Objectives

Delivering a Broadband Service

This satellite broadband pilot project has been successful in providing satellite broadband connectivity to 26 businesses in rural Stirlingshire that would have not been able to access broadband by conventional means, such as ADSL.

20 out of the 26 businesses are still using a satellite service for broadband connectivity, including three companies which switched supplier. This demonstrates the importance of broadband connectivity to small businesses and the real need for satellite broadband for businesses in rural locations.

Of the six companies now not using satellite broadband, two had been dissatisfied with the technology and had gone back to ISDN, one had switched to ADSL when it became available in their area, one of the businesses had relocated and was able to obtain ADSL at its new premises and we are unsure of the position with regard to the two other businesses.

Addressing Market Failure

From the interviews it was apparent that almost two-thirds of the businesses would not have paid for an individual satellite broadband connection and that meeting the costs of installation had made the difference for many businesses, either allowing them to try technology which they would not have paid for otherwise or bringing forward their use of satellite broadband. This demonstrates the benefit of the pilot project in addressing market failure.

Case Studies

The project generated two case studies, which have been published on the Scottish Enterprise website. Copies of the case studies are supplied at Appendix III.

e-Business

In terms of e-business, five of the businesses surveyed said that they are using the Internet more and doing more e-business as a result of having satellite broadband. This included three businesses now trading online, three companies trading internationally and two businesses now updating their own websites. All of this was attributable to having access to broadband.

Performance Against Evaluation Objectives

Business Satisfaction 

Overall satisfaction with the project was reasonable. 15 of the 22 participants interviewed were either satisfied or very satisfied and six were dissatisfied or very dissatisfied (one user was neither satisfied not dissatisfied). The project had clearly benefited some companies, but not others.

Business Benefits

For those companies that were satisfied, the main benefits and impacts had come in terms of improved efficiency – speed of connection, time savings and the ability to be more quick to respond to customers.

Importantly, four businesses highlighted cost benefits from having satellite broadband connectivity and two businesses claimed to have increased sales. Overall, 14 out of the 22 companies surveyed had found satellite broadband to be reasonable or good value for money.

Performance of the Suppliers

With regard to the suppliers, the experience was somewhat mixed. None of the suppliers performed outstandingly and all of the suppliers experienced businesses that decided to withdraw from using satellite broadband technology after they had tried it out.

Of the three main suppliers, users rated Bridge Broadband more positively than either Broadband Direct or BT. Bridge Broadband scored consistently well in terms of continuity of connection, speed of connection and customer service.

The performance of Broadband Direct and BT was clearly poor in a number of cases, with main areas of concern being the speed of the connection and customer service / response to technical problems.

Comments on the Technology

With regard to the technology, we conclude that the service from Hughes (supplied by Bridge Broadband) and Aramiska (which is now used by three of the businesses) appear to be the two most reliable satellite broadband systems.

Critical Success Factors

One of the most important factors in determining whether the project would be a success for individual businesses appears to have been the installation. In some cases, the businesses’ experience at that point seems to have determined their overall faith in the system. More importantly, we found that if the installation had gone badly, it was very difficult for the supplier to restore faith in the service.

Evidence seems to suggest that uninformed businesses had tended to go for the lowest cost option (which was the BT 500/1 satellite service), in the absence of any real understanding of the technology, and had then been dissatisfied because of the relatively poor performance. 

There is also some evidence from the interviews that the more technically sophisticated users had generally had a better experience, because they were aware of the limitations of satellite broadband technology and understood what to do technically to maximise the performance of the technology. Also, in one of the cases, the business did not rely 100% on satellite broadband, but still used ISDN for uploading data and this service was available in case of outages and other problems with the satellite broadband connection.

Remote Businesses

We conclude from our analysis of the findings that there are still quite a number of businesses that are beyond the reach of conventional broadband and that satellite technology is currently the only viable technology option for many of these businesses.

7.
RECOMMENDATIONS
In the light of our findings and conclusions, we have a small number of recommendations:

1.
We recommend that SEFV and LEADER+ should consider providing further financial support to subsidise the costs of installing satellite broadband for businesses that do not have access to conventional broadband technologies.

2.
Based on the experience of this pilot project, we would recommend that e-business advisors should do more to explain the technical benefits of the different solutions on the market to companies considering satellite broadband -- particularly businesses with little or no technical understanding -- so that companies do not make inappropriate choices, by focusing in solely on the costs of satellite broadband.

3.
We recommend that potential users should have access to the summary findings of this report, as they relate to suppliers, to help them make an informed choice.

4.
We would recommend that the e-business advisors should maintain closer contact with businesses SEFV has supported. After installation, we would recommend that a meeting is offered with companies to help them maximise the benefits of broadband connectivity. And after that, we would recommend that there should be telephone follow-up contact around three months and six months after installation, so that any technical issues and problems can be resolved.

APPENDICES

Appendix I

LIST OF BUSINESSES INTERVIEWED

	Company
	Interviewee

	Abernethy Trust
	Angela Hanvey

	Carnegie Contract Management
	David Gilroy

	Central Peripherals
	Richard Thomson

	Chapelhill
	Andrew Rodger

	Clackmannanshire Leisure
	Richard Westwood

	Culcreuch Castle
	John Page

	Eurosource
	Liam Innes

	Geomantics
	Kevin Wooley

	Good Read Publishing
	Dorothy Henke

	Hector Russell
	David Sutherland

	Highland Animation
	Iain Hardy

	Highland Marketing
	Susan Pratley

	Kappa Computers
	Kevin Wallace

	Lochend Chalets
	Christopher Nairn

	Macmin
	Brian Hill

	Pots & Pans
	Hendry Spence

	Quality Training
	Andrew Malone

	Roman Camp
	Eric Brown

	Scotcol
	Shona Hutchison

	Stacktheme
	Nick Bowler

	Tradstocks
	Peter Stewart

	Young Plant
	Brian Young


Other Businesses Involved in this Pilot Project

	Company
	Contact

	2R4L
	Doreen O'Carroll

	Computer Services Unlimited
	Craig Sinclair

	Gartmore House
	Peter Sunderland

	Vision Active
	Margaret Cowan


Appendix II

COMMENTS FROM THE BUSINESSES

The following comments came from our interviews with the companies and illustrate points made in the text of the report. The comments were collated on an unattributable basis, in order to preserve the companies’ confidentiality.

Business Benefits

The following comments relate to the financial benefits that participants had noticed:

	“We have saved thousands of pounds downloading software and courseware.”

“It’s economical – you don’t have to pay to be on all the time.”

“It has greatly reduced our telephone bill.”

“Having [satellite] broadband is much more cost effective. It’s cheaper than dial-up.”




Satellite broadband connectivity has improved speed, business efficiency and customer service, according to participants:

	“It does make a great deal of difference – increased connectivity, faster response times for clients, downloading patches from Microsoft, ability to compete with other software developers, ability to multi-task…”

[Being connected] “has greatly improved our business efficiency: we can make better use of time, since we are not waiting for downloads.”

“It has greatly increased time savings.”

“It used to take hours to send and receive files and you had to keep reconnecting until the whole thing was sent or received.”

“We are able to do better business. Having the e-mail permanently on enables us to give instant reactions and improve customer service. It has improved internal business processes... It has made so much more instantly available. The business has made enormous strides that may not have been possible without a high-speed connection.”

“It means we can respond quickly.”

“It has made things streamlined.”




The businesses are using the Internet more and doing more e-business as a result of having the satellite broadband:

	“We [now] use an Internet based software service that acts as a central repository for bookings… this integrates with our accounting system. We expect to see a 10-15% occupancy increase from these new systems… It’s a giant leap towards the paperless office.”

“I set up a website and now advertise online.”

“We continuously update our website… it has helped us reach new customers.”

“As a result of joining in with this project and investing in a website, almost 95% of our bookings are now online.”

“We can do online training. We can send out course contents and training needs’ analysis forms to customers. We also do online trading with a credit card facility – we were not able to do that before.”

“The percentage of online bookings has increased and the number from abroad has also increased.”




The users are doing more international business:

	“Having access enables us to work with animators in Holland, London, Edinburgh and India.”

“It has given us better real time communications with international customers and suppliers. We are now jointly working on projects with international consultants.”

“We have set up a VPN and this allows us to exchange data with customers worldwide.”




Disadvantages

Those customers who have been dissatisfied pointed out some of the shortcomings of satellite broadband:

	“”It has never reached its promised potential. It is disappointingly slow”

“I feel we are still disadvantaged by not having access to ADSL.”

“My friend’s cable connection is faster and cheaper.”

“It’s only just better than not having it at all.”

“It has been losing bookings and e-mails. Guests have arrived thinking they have booked but all their details were lost when the connection failed. The time and effort has not been repaid by the advantages.”




Comments about SEFV and the e-Business Advisors

	“They were very helpful at the beginning.”

“Very good, very helpful. [The e-business advisor] took on board the knowledge I had got and filled in the gaps.”

“”The level of attention at the set-up stage was excellent.”

“They have been very informative and helpful.”




Comments Regarding BT’s Satellite Broadband Service

	“We were very satisfied with the installation – it was fulfilled at the time and on the date agreed.”

“The installers from Liverpool were efficient and friendly.”

“The installation was very professional.”

“The initial installation was a disaster. The set-up information was minimal. They were here all day and it was not working when they left.”

“The subcontractors were awful.”

“The mechanics were not great. They wouldn’t re-inspect the system. We checked it ourselves and some of the cabling and fastening was poor – shoddy workmanship.”



	“The helpdesk was difficult to get through to… we couldn’t complain and we couldn’t get any help. We were passed from department to department and no one took responsibility.”

“At the beginning BT’s customer service was a complete shambles… Now it’s pretty good.”

“The helpline is excellent.”

“It was impossible to deal with their customer services. You could never speak to the same person. They never called back. It couldn’t have been any worse.”




Comments Regarding Bridge Broadband

	“The installation was faultless”

“Bridge have been responsive to all issues.”

“Overall their service is pretty good and I would recommend them to anyone. They are prepared to go the extra mile. They have one of the best helpdesks I have ever come across – highly dedicated and skilled – though it’s strictly 9.00 to 5.00.”




Appendix III

CASE STUDIES

	“Broadband means I can compete effectively with rivals who have it as well; it levels the playing field.”

Kevin Woolley


Name:
Geomantics
Location:

Balquidder, rural Stirlingshire

Business:
Software design and development

Turnover:
£80,000
Established:
2000

Company size:

One plus virtual network

of designers and consultants
Contact:

Kevin Woolley

Tel:


01877 331558

Fax:


01877 331558

e-mail:


kevin@geomantics.co.uk
Date created:
April 2003

In brief:

Geomantics specialises in the development of e-commerce, database, and graphics software for a range of clients including Environmental Data Services, OpenMind, Edinburgh Woollen Mills, Gaelic Themes, Channel 4, TekuMedia, The Scottish Mountaineering Club and the Trossachs Tourist Association.

As a web developer, the company regularly has to download patches from Microsoft. With ISDN this was long and laborious, but with broadband the whole patch comes down almost instantly. As well as the faster response times for client problems where large files need to be transferred, Geomantics has welcomed the reliability and the ability to compete with other software developers connected by broadband.

Background:




 

Geomantics provides software design and development services, specialising in back-end website and e-commerce database development for clients. However, boss Kevin Woolley had increasingly found that his existing ISDN line, with its capacity limited to just 64 kilobytes, just wasn't up to the job. Moreover it was expensive, at a cost of some £120 a month. 

Isolated in the heart of countryside, even getting ISDN had been a problem. Initially BT had said it couldn't be done but then they let slip that it was possible in a non-standard way.

"64k is a very narrow pipe and a bit of a pain," explained Kevin. "I had London clients that needed sent 40 megabit databases on a regular basis and that takes a long time on ISDN. 

"You can't actually do anything else while the files are being sent." And this is where broadband came in.

e-business strategy:

With several large clients in London Kevin has a constant demand for e-mail, instant messaging, web-browsing and file transfer capabilities in order to stay in touch with clients and provide the highest levels of service possible. However, Kevin found that the existing ISDN line just wasn't up to the job.

e-business solution:
With a long and successful career as a programmer and systems analyst with Scottish & Newcastle and Stirling University before striking out on his own, Kevin had been really keen to get broadband for a long time. However it just hadn't been available in his area and when it was, it was expensive. Then Scottish Enterprise Forth Valley got involved and helped expedite the installation of satellite broadband and picked up some of the tab.

With installation costs of £1800 and then monthly running costs of £100 it is not cheap. However Kevin has been extremely impressed by the attitude of his service provider, Bridge broadband.

He said: "They smile benignly on you if you network the broadband. I've got seven PCs here running on enterprise standard networking but they let me do all that with just one licence."

By hooking up with a neighbour, he was able to share the installation cost and split the monthly fee on a 60/40 basis - the connection is sufficiently wide to make that viable.

Benefits of the solution:

Having got satellite broadband installed in September 2002, Kevin finds that work has been revolutionised.

"Broadband means that you can do several things in parallel. You can move 10mb or 20mb files around. For me the great thing is that you can do several things at once - you can send files and still access e-mail and the web.

As a web developer, Kevin regularly has to download patches from Microsoft. With ISDN this was long and laborious but with broadband the whole patch comes down almost instantly.

Clients have seen the benefits in much faster response times and for Kevin it is important to be at the forefront of client service: "It means I can compete effectively with rivals who have broadband; it levels the playing field."

As a sideline to his main software business, Kevin also hosts sites for clients and friends such as www.trossachs.org.uk. This too has benefited from the broadband miracle. "It means I can now do a reliable full client service on web-hosting," he notes. 

Results achieved and future expectations:

Located as he is in rural Stirlingshire, straddling the Highland line, Kevin is far from the hub of the wired world. However thanks to satellite broadband, he can enjoy the scenery and benefit from the high-speed connections that allow his software and web development business to thrive.

In Kevin's view the benefits of broadband are manifold. "The beauty of broadband is that it works so efficiently, you don't notice it's there. There are no hitches caused by slow speeds and multi-tasking is easy since you can download huge files without a problem."

As to the future, Kevin and a partner have just developed the first shopping mall information portal in Scotland which has the possibility to really take off. Without broadband the portal might still have been at the corner shop stage. 

Case Study No. 2

	"The satellite broadband service has transformed the way we operate. We used to dial up and sometimes lose calls and it was so much less efficient. Apart from the speed, we have greater productivity and increased profit."

Andrew Malone, Managing Director


Name:
Quality Training Ltd
Location:

Alva, Stirling

Business:
Training provider

Established:

January 1999

Company size:

Two full-time

plus 80 contract trainers

Contact:

Andrew Malone,

Managing Director

Tel:


0845 1249229

e-mail:


info@quality-training.co.uk
Url:


www.quality-training.co.uk
Date created:
20 November 2002

In brief:


Quality Training Ltd is mainly a business-to-business training provider but has recently been receiving a substantial number of inquiries from individuals regarding self-study and has now expanded its online presence into e-commerce. Introducing satellite broadband has enabled Quality Training to increase its customer base. It has also allowed the company to cut costs and boost the bottom line due to quicker upload and download times.

Background:




 


Quality Training Ltd was formed in January 1999 by Andrew Malone who has eight years experience in the training sector and 15 in IT support services. The company is a Microsoft Certified Partner company, which means it delivers Microsoft solutions and courses. 

Its customers include the University of Stirling, University of Strathclyde, Robert Gordon University, City of Edinburgh Council and Thales, the French defence company, as well a number of financial institutions.

"Our website was too slow and we wanted people to buy course study materials online. We have now got this going," said Andrew Malone. "If we wanted to buy software, downloading was never an option because it was too slow. A typical download of 650mb by modem would take at least 24 hours. But through broadband it would take about one and a half hours."

A broadband connection was recommended to the company by a representative of Scottish Enterprise Forth Valley. As there is no broadband landline available locally, Quality Training Ltd chose BT Openworld in August last year to supply its broadband connection via satellite. This was also considered to be the most economical option.

e-business strategy:


Quality Training has developed an e-business strategy since going through Scottish Enterprise's Ready Steady Trade Online programme. The business has two customer bases - individuals and companies - and the e-commerce offering, assisted by the introduction of a broadband connection, is core to that e-business strategy. Andrew Malone has plans to use the capacity of broadband to bring about other training systems.

e-business solution:

The company needed to access data much more quickly and reliably and provide individuals with online access to buy study materials. Satellite broadband was the only available option due to the lack of a landline connection. It does not require a telephone line to send or receive data; only an external dish to be mounted on the side of a building or on the ground and planning permission may be required. Once the dish is in place a cable running from the dish to the office connects to the computer or router for a shared connection. The company is also moving its e-mail through the satellite.

Broadband immediately improved the company's ability to access and supply data. While a standard telephone modem can send or receive fewer than 56kbps, broadband users can download data at 512kbps and upload at 128kbps.

Andrew Malone found the installation of BT Openworld relatively inexpensive and even though it can now download and upload bigger files the firm is not using all the capacity that is available.

Benefits of the solution:


Quality Training's Managing Director, Andrew Malone, said: "Broadband has changed the way we do business. Everything we need is now available in seconds or, at most, an hour or so. It has allowed customers to buy study materials online and is opening up online training to individuals. They can see how many places are available on courses and pay for them there and then with a credit card.

"Compared to the old modem system, broadband is like a completely different service. We can offer e-commerce solutions which would not have been possible on the modem. I could not imagine operating without it.

"We are also moving our e-mail through broadband and again we can accept bigger files, as well as benefiting from the 'always on' capability."

A summary of the benefits of broadband technology for Quality Training are:

· The 'always on' aspect that means information is instant and communication is continuous

· Speed and ease of uploading and downloading large files, in this case training materials

· Lower telecoms charges

· Freeing up of telephone lines

· Improved web service, particularly the e-commerce offering

· Greater and improved access to the website for customers

· Increased profits 

Results achieved and future expectations:

Quality Training Ltd is seeing remarkable benefits to the bottom line as a result of installing broadband technology. Apart from the clear benefits of greater speed and the enhanced product offering to customers, Andrew Malone says he is saving £1,000 a year in the cost of downloading training materials from the supply source.  Another £1,000 a year is being saved in phone bills because the company does not have to constantly dial up the Internet.

Andrew Malone also believes there has been a 20-25% increase in business because of the speedier system. "It has allowed us to deliver e-commerce solutions that we could not previously offer," he said.

Since installing the satellite broadband connection the company has enlisted new customers including The Loch Lomond and the Trossachs National Park, which bought 50 days of instructor and online training in a contract worth £25,000. Plus a contract from the Castlemilk Economic Development Agency for instructor-led training and e-learning materials worth £12,000. "The website has brought them in. It has become our number one advertising tool," said Andrew Malone.

He now wants to offer online training via a virtual classroom. This would allow him to see and converse with students at remote locations.
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